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ABSTRACT 
 
  This research is conducted on determining the key elements which play their role towards the 
success of Pizza Hut customer relationship management strategy. The strategy used by the researcher is 
case study where as the researcher used deductive approach to conduct this research. In addition to this, 
the research used qualitative data analysis technique to conduct the analysis of the data. The researcher 
used non probability sampling technique where judgment sampling has been used by the researcher in 
order to collect the data. The researcher used interview questions where semi structured interviews have 
been to collect the research data. All the factors which support the CRM philosophy in Pizza Hut Malang 
have been collected and recommendations have been given on those elements which are not so 
supportive. 
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